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lam an accomplished IT Support and Systems Administrator with hands-on experience. | have extensive experience with 
planning, installing, and troubleshooting information systems. | have over 10 years of managing IT projects, managing 
servers, administering enterprise systems, and performing client-focused helpdesk IT support in Windows and Apple 
environments. | have provided support for small business and multiplatform enterprises, which have helped develop my 
analytical, problem-solving skills. | am extremely creative at finding information and solving complex puzzles. | have 
excellent customer service and communication skills and | possess a talent for teaching technical concepts to non- 
technical staff. Complementing my technical experience, | recently completed my master's degree in Management of 
Library and Information Science from the University of Southern California (USC), where | learned and applied project 
management concepts, learned how to use a myriad of databases to find information, research and reference 
methodology, and present business cases, dossiers, budget estimates, staffing capacity and project timelines. 


University of Southern California - Los Angeles, CA | Master of Science 

Management of Library and Information Science 12/2020 
e REFORMA OC Scholarship Recipient 2020-2021 
e Dean's List 4.0 GPA 


University of California, Irvine - Irvine, CA 
Designing Relational Databases, Systems Security 12/2015 


Riverside Community College - Riverside, CA 
Certificate in Basic Networking Fundamentals 08/2012 


California State University, San Bernardino - San Bernardino, CA | Bachelor of Science 
Business Administration and Management — Dean’s list 08/2011 
Concentration in Information Security 


LIBRARY INTERN | 09/2020 to 11/2020 
Asa v. Call Law Library, University of Southern California Gould School of Law - Los Angeles, CA 
e Created relevant LioGuides for faculty and student use 
Edited current LibGuides with updated information to maintain integrity of resources 
Researched reference questions for faculty and wrote up findings 
Proficient in Legal Research methodology and best practices using terms, connectors, and symbols 
Performed research in primary and secondary sources and case law using Lexist and Westlaw databases 


IT SUPPORT ENGINEER | 12/2015 to 10/2019 
Amazon - Irvine, CA 
e Member of a team of 4 that managed multiple locations of users totaling about 1,200 users in Irvine, Ca. 
e Consulted users via telephone, email, chat, and ticketing system to help with computer issues, run through testing 
scripts and ask probing questions to locate root causes. 
e Explained technology-related details in easy-to-understand terms to employees of every level. 
e Trained new IT engineers on process and how to repair complex network issues in the offices 


Drafted standard operating procedures, user manuals, implementation documentation and knowledge base pages 
to reduce customer tickets and customer service expenses and enable support teams to solve customer queries 
effectively. 

Completed root cause analysis on routine and complex problems. 

Disassembled computer systems to troubleshoot and resolve hardware issues. 

Documented repair processes and helped streamline procedures for future technical support actions. 

Updated software with patches and new installations to mitigate security loopholes and protect organization 
information 

Removed malware and viruses from laptops and desktop systems 

Configured new employee workstations, including all hardware, software, and peripheral devices. 

Responded to assistance requests from users and directed individuals through basic troubleshooting tasks. 


Significant projects: 


Upgraded 90 Wi-Fi Access Points on 8 floors in building. 
o Managed purchases and licensing of WAP’s 
o Received WAP's, labelled and organized parts per floor 
o Wrote up a project plan with an organized matrix of each WAP, location, MAC address, network switch and 
port and logged information on Aruba Web console to manage WAP's after installation 
o Scheduled network cabling vendor to patch extra network cables and install WAP’s 
o Coordinated with network engineer to configure WAP’s MAC addresses to network switch to reduce 
downtime for the office and employees 
Installed Netbotz monitoring devices in MDF/IDF rooms on each floor and configured to production. Setup climate, 
humidity and ping drop parameters with notifications to IT engineers in case MDF/IDF environment emergency 
Upgraded Linux Kickstarter servers for local IT offices. 
Upgraded desktops and multiple monitors for 40 employees in Amazon Game Studio 
o Discussed hardware requirements, budgets, and timeline with Game Studio producer 
Negotiated bulk purchases with vendors and managed ship dates 
Worked out plan for employees to receive hardware, how to install monitors on desk and discard of trash 
Imaged 40 desktops for engineers with different software requirements and operating systems 
Coordinated with recycling company to pick-up and discard old hardware no longer needed 


ogon 


SYSTEMS ADMINISTRATOR/SOFTWARE SUPPORT SPECIALIST | 03/2013 to 10/2015 
Laserfiche - Long Beach 


Responded to client and vendor inquiries via email, chat, and ticketing system providing updated and accurate 
information. 

Monitored user hardware inventory and replenishment, including liaising with vendors to negotiate optimal pricing. 
Exceeded specific team goals and resolved issues by partnering with staff to share and implement program 
initiatives. 

Conducted research using various databases and internal report sites to obtain relevant data for staff requirements. 


Significant projects: 


Engineered a Vmware instance into production. Installed operating software, configured SAN and how to 
navigate through Vsphere management console to ensure equal load balancing between nodes 
Engineered a Cisco4500 Network Switch into production 
o Configured switch into network by adding the correct VLAN'’s, security protocols and VPN tunnels 
o Mounted and installed switch onto rack, patched and crimpled all cables on patch panel, pulled network 
cables through the ceilings and patched all cables on floor for employee use and designated areas in office 
Engineered DFS servers and namespace into production and network infrastructure 
o Created DFS namespace using PowerShell 
o Built DFS servers — installed operating system, configured server role, configured syncing schedule between 
servers to reflect only syncing changes 
o Used Robocopy through network to copy content from old file servers to new DFS servers with new 
namespace 
o Created Group Policy management rule to map new namespace to all client computers on network 
o Created backup policy of new servers to backup content nightly to offsite data warehouse 


Technical Skills 


Excellent at organizational management and optimizing productivity by using tools and special techniques 
Experience working with Microsoft Administration tools (Active directory, Group Policy Management, SCCM, WSUS, 
DFSR, DHCP, DNS, CRM, Exchange, CUCM) 

Basic SQL experience. Navigating through SQL database, managing database security, and building search queries 
Experience working with VMware and VSphere Administration 

Experience with Laserfiche suite (Repository architect, Laserfiche forms, Laserfiche client and server, building security 
at every level) 

Experience finding information and translating it to intelligence using information databases 

Experience using the Census Bureau database, Federal government databases, Lexist, Westlaw, ProQuest, EBSCO 
Extensive experience in Information security at every level for an organization. 


Basic knowledge of CISSP 


Excellent building, optimizing use, and training of all types of information systems for users. 
Knowledge and experience in Cloud technologies such as AWS 
Understanding of load balancing of systems and resources, software code libraries, and how to navigate cloud 


consoles, bills, servers, networks, etc. 


Other Skills 


Project management principles and concepts 

Ability to identify bottlenecks and improve processes 
Developing realistic project timelines 

Organizing teams to execute tasks despite constraints 
Excellent at building customer rapport 

Exceptional time management and optimizing 
productivity 

Experience finding information from various databases 
in different industries 

Identifying project scope and mitigating scope creep 


Excellent research and reference skills 


Activities and Honors 
President of American Library Association Student Chapter (ALASC) 


-Lead a team of six in organizing meetings and events 


Superior written and verbal communication skills 

Expert in Microsoft Office Suite such as Word, Excel, 
PowerPoint, Project, Visio 

Experience finding and synthesizing information into 
strategic intelligence 

Great with follow up and presenting project progress to 
stakeholders 

Break down technical concepts to non-technical 
stakeholders 

Ability to create a long-term vision, and build a strategy 
at accomplishing goals within a limited time frame 
Setting up backups, risk management policies 
Administering change management and rollbacks 
Tenacious at solving problems and building puzzles 


-Coordinated ALASC activities such as Open Houses or literacy workshops for students 
-Oversee development of monthly newsletters with informative pieces on history, culture, and current events 
-Executed a communication plan to faculty and students about upcoming and current ALASC events 


-Increased student participation in ALASC activities 


-Increased student membership into ALASC during Presidential term 


Certifications 


Currently studying for AWS Cloud Practitioner Certification 2021 
CNSS 4011 National Training Standard for Information Security Professionals, Committee on National Security Systems 


- June 2011 


CNSS 4012 National Information Assurance Training Standard for Senior Managers - June 2011 


